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REQUEST: In the majority of cases in which a residential POTS customer
with analog service dlscontinu. service because he or she has
moved, does BelISouth physically remove any facilities (e.g.,
cross-connectlons) in order to disconnect the service? If so. the
physical work done solely to accomplish disconnection. or is it
performed to accomplish some other task?

RESPONSE: No.
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TRA DOCKET NO. 97-00309
DIRECT TESTIMONY OF LISA DICKINSON



Re:

BEFORE THE TENNESSEE REGULATORY AUTHORITY

DOCKET NO. 97-00309

BellSouth Telecommunications, Inc's Entry Into Long Distance (InterLATA)
Service in Tennessee Pursuant to Section 271 ofthe Telecommunications Act of
1996

DmECT AND REBUTTAL TESTIMONY OF LISA DICKINSON

ON BEHALF OF NEXTLINK. TENNESSEE, L.L.C.

I. INTRODUCTION

Q. PLEASE STATE YOUR NMdE, ADDRESS AND POSmON WITH

NEXTLINK. TENNESSEE, L.L.C.

•
A. My name is Lisa Dickinson. I am a Regional Customer Care Manager with

NEXTLINK. Tennessee, L.L.C. ("NEXTLINK"). I have been employed by

NEXTLINK since August, 1995, and am responsible for ensuring that

NEXTLINK. provides quality service to its customers throughout Tennessee and

NEXTLINK's Southeast Region.

•

Q. WHAT IS NEXTLINK?

A. NEXTLINK is a facilities-based competitive local exchange camer ("CLEC"). It

uses unbundled loops and other network elements and services purchased from

BellSouth in conjunction with its own fiber network and state ofthe art switches

to provide local exchange service in competition with BellSouth.
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available to accomplish the transfer. In some circumstances, a BellSouth

.. technician is also needed outside the central office to complete the cutover.

Because coordination is required among several parties, it is important that all

parties adhere to the scheduled time for provisioning as promised by BellSouth in

its FOC. In fact, the contract between NEXTLINK and BellSouth requires

BellSouth to complete the cutover within one hour of the time scheduled in the

FOC. Ifthis does not occur, the customer will be inconvenienced and

NEXTLINK will not be able to provide the high quality service it promises to its

customers.

•
Q. HOW LONG DOES IT TYPICALLY TAK.E BELLSOUTH TO PROVISION

AN UNBUNDLED LOOP ONCE IT ACCEPTS AN ORDER'AND ASSIGNS A

FOC?

•

A. BellSouth agreed in its contract with NEXTLINK. to provision all unbundled loop

orders within seven business days. BellSouth has not abided by this agreement.

Instead, BellSouth has established target provisioning intervals for unbundled

loops. Under these provisioning intervals, BellSouth attempts to fill a loop order

for one to five loops within five business days. The target provisioning interval

for six to fourteen loops in an order is seven business days. NEXTLINK must

negotiate with BellSouth for a provisioning date on any order that involves more

than fifteen loops.
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•

•

Q.

A.

BellSouth's actual perfonnance in provisioning unbundled loops has varied over

the time NEXTLINK has been doing business with BellSouth. According to

infonnation BellSouth has provided in response to data requests, the actual time

required by BellSouth" to provision unbundled loops to NEXTLINK has ranged

from 6.04 business days per unbundled loop order (in February 1998) to 12.41

average days per order (in November 1997). See BellSouth's Response to

NEXTLINK's Second Data Request, Item No. 60.

IS THIS PERFORMANCE ACCEPTABLE TO NEXTLINK?

No, BellSouth's perfonnance in the time required provision unbundled loops is

not acceptable. BellSouth itselfcan provide service to a customer within a day or

two ofthe customer's first call to BellSouth. It takes NEXTLINK a day just to

find out whether one ofits orders has been accepted. Only rarely can NEXTLINK

provide service to a customer in less than four business days. NEXTLlNK must

often make its customer wait seven or more business days before the transfer can

occur.

BellSouth appears able to reclaim a customer who wishes to return to BellSouth

from NEXTLINK much more quickly than NEXTLINK can provide service to

the same customer. In NEXTLINK's experience, it typically takes BellSouth only

two or three days to provide service to a customer it wins back from NEXTLINK..

It is clear from this treatment that BellSouth does not provide NEXTLINK with

nondiscriminatory access to unbundled loops.
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Q. HAS NEXTLINK ALSO HAD DIFFICULTIES IN OBTAINING

COOPERATION FROM BELLSOUTH IN COORDINATING CUTOVERS TO

AVOID CUSTOMER INCONVENIENCE?

•

A. Yes, NEXTLINK has had longstanding difficulties in coordinating cutovers with

BellSouth. NEXTLINK employees have spent countless hours communicating

with BellSouth in a seemingly never-ending series ofmeetings, telephone calls

and e-mail in an attempt to obtain adequate provisioning service from BellSouth.

It seems that whenever one provisioning problem is solved, another crops up. The

end result is that a substantial percentage ofNEXTLINK's cutovers do not occur

as scheduled. NEXTLINK itselfis at fault for some oftbe failed cutovers. Most

ofthe time, however, customers are not transferred as scheduled due to

BellSouth's problems and errors.

•

Q.

A.

PLEASE DESCRIBE THESE PROBLEMS IN CUTOVER COORDINATION

IN MORE DETAIL.

Problems in obtaining cutovers as scheduled started as soon as NEXTLINK began

ordering unbundled loops from BellSouth. As an example, I have attached a

BellSouth document BellSouth dated April 11, 1997, describing some of the

problems NEXTLINK had on its very early orders to BellSouth. Exhibit I

describes problems with the availability ofBellSouth technicians to work on

cutovers as scheduled, failures by BellSouth to notify NEXTLINK of the status of

orders, and clerical errors by BellSoutb in processing orders that result in loss of
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•

service for the customer. During the time since April of 1997, NEXTLINK has

experienced these and similar errors on a substantial percentage of its orders to

BenSouth.

NEXTLINK employees have spent countless hours in attempting to obtain

resolution of these problems. The response from BellSouth has been slow. For

example, BellSouth has on several occasions failed to cutover a NEXTLINK

customer as scheduled because it has scheduled the cutover at the same time as it

has also scheduled backing up computer tapes in the central office where the

cutover is to occur. As early as November 5, 1997, I requested an explanation

from BellSouth as to why this was happening and how BellSouth intended to fix

the problem. See Exhibit 2. BellSouth promised to review th~ problem. Since

that time, I have raised this issue in a number ofmeetings and telephone

conferences with BellSouth representatives. Nevertheless, there is still no

resolution for this problem, and BellSouth continues to miss or severely delay

promised cutover dates and times because ofback-up taping. See Exhibit. 3.

Q. YOU HAVB INDICATED THAT ONE OF THE PROBLEMS NEXTLINK HAS

HAD WITH BELLSOUTH IS AN UNAVAILABILITY OF BELLSOUTH

TECHNICIANS TO MAKE THE CUTOVER AS SCHEDULED. CAN YOU

DESCRIBE THIS PROBLEM IN MORE DETAIL?

A. As I have indicated above, cutovers require coordination among one or more

BellSouth technicians, the NEXTLINK customer, a NEXTLINK Project
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•

Coordinator and a NEXTLINK technician. Frequently, a BellSouth technician

will be unavailable to perfonn the cutover as scheduled because the technician has

n61'ecord of the scheduled cutover or because the technician is performing other

work for BellSouth.

Compounding this problem is BellSouth's approach to advising NEXTLINK

when a cutover cannot occur as scheduled. More often than not, BellSouth does

not infonn NEXTLINK that its technician is unavailable until the time the cutover

is actually scheduled to occur. Sometimes, in fact, BellSouth never tells

NEXTLINK of the problem, forcing the NEXTLlNK technician at the customer

premises to investigate why it is that the cutover is not occurring as scheduled.

Missed provisioning appointments are a significant cause ofcustomer

dissatisfaction with local exchange providers. Unless NEXTLlNK can provide

service when it promises, NEXTLINK will have difficulty in competing with

BellSouth for existing BellSouth customers, no matter which company causes the

problem. Why should any company switch providers when switching risks

problems and inconvenience in obtaining telephone service? In addition, these

missed appointments cause significant expense to NEXTLINK.. Every time

BellSouth misses a provisioning commitment without providing advance notice,

NEXTLINK incurs the cost ofsending a technician to the customer premises for

no reason, along with the cost ofwasted time for NEXTLINK's project

coordinator•
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•
Q. WHAT ARE SOME OF mE OmER MORE COMMON PROBLEMS

CAUSED BY BELLSOUTH IN PROVISIONING UNBUNDLED LOOPS

ORDERED BY NEXTLINK.?

•

•

A. Several other recutTing problems have occurred in transferring customers to

NEXTLINK. One ofthe most significant PrOblems from the perspective of

NEXTLINK's customers is that BellSouth often disconnects a customer before

the cutover to NEXTLINK is scheduled to occur, abruptly taking the customer out

ofservice, often in the midst ofa business day. The most common cause of this

problem appears to be that the BellSouth UNE technicians responsible for

coordinating with BellSouth central office technicians fail to notify the central

office when a cutover has been rescheduled. The technician then disconnects the

customer's lines at the originally scheduled cutover time without determining

whether NEXTLINK and the customer are prepared for the transfer.

This &&disconnect in error" problem has been a source ofdifficulty between

NEXTLINK and BellSouth for many months. NEXTLINK requested that

BellSouth perform a root cause analysis to determine the source ofthese problems

as early as September 1997. Nevertheless, the problem continues. For example,

in November 1997, NEXTLINK ordered changes in service for six customers all

with an FOC ofDccember 8, 1997. BellSouth completed adding service for these

customers early on December 2, 1997. Unfortunately, it did not then cancel the

orders to disconnect the customers' service. BellSouth completed the disconnect
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Q.

A.

orders on December 9, 1997, taking all six customers out of service for almost

three hours. See Exhibit 4.

Additional disconnects in error have occurred as recently as March 5, 1998

notwithstanding BellSouth's promises to correct the problem. To provide more

detail on this ongoing problem, I have attached as Exhibit 5 the communications

between NEXTLINK and BellSouth that relate to NEXTLINK's efforts to gain

resolution ofthe problem with BellSouth.

Other common causes for BellSouth's provisioning failures include lack of

facilities and inadequate stocking of the equipment needed to perform the

customer transfer. To illustrate these problems in more detail, I have attached as

Exhibit 6 various communications and memoranda prepared by BellSouth and

NEXTLINK that address these issues.

CAN NEXTLINK QUANTIFY THE SCOPE OF THE PROBLEMS CAUSED

BY BELLSOUTH IN PROVISIONING LOOPS TO NEXTLINK?

To document the extent ofthe problems NEXTLINK has experienced in

transfming customers, NEXTLINK has maintained some statistics on the

difficulties in customer cutovers, whether caused by BellSouth, NEXTLINK, or

the customer. NEXTLINK began keeping these statistics for its Nashville office

iit October 1997. Since October 1997, NEXTLINK has placed 150 to 250 orders

for unbundled loops per month from its Nashville office totaling approximately

500 to 1000 lDlbundled loops. In October, 55 ofNEXTLINK's 203 orders failed
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•

to cut over as scheduled. Forty ofthese missed cutovers were caused by

BellSouth.

Similar problems occurred in November 1997. Bell~outh missed 37 of 154

FOCs. In other words, BellSouth failed to meet its commitments on 24% of the

orders made by NEXTLINK.

BellSouth's perfonnance has improved since November 1997. In fact, in

February 1998, BellSouth missed only 7% ofits provisioning commitments for

both the Memphis and Nashville offices ofNEXTLINK. As recently as January

1998, however, BellSouth still missed 14.5% ofthe times scheduled for

transferring NEXTLINK customers. Documentation of these missed provisioning

appointments is attached as Exhibit 7.

Q. IS TInS PERFORMANCE ACCEPTABLE TO NEXTLINK?

A. BellSouth's perfonnance remains unacceptable to NEXTLINK. Even at its best,

BellSouth still causes NEXTLINK to miss the times it has scheduled to transfer

significant numbers of its customers. NEXTLINK cannot compete successfully

with BellSouth unless NEXTLINK can meet or better BellSouth's treatment ofits

own customers. NEXTLINK has been prevented from accomplishing this because

ofBellSouth's performance.

Q DOES BELLSOUTII ALSO MEASURE MISSED PROVISIONING

APPOINTMENTS?
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STATE OF NEW YORK.
PUBUC SERVICE COMMISSION

__________ .~.~---.---------------.- s..

..

Peti1ion of New Yolk Te1epboDe Company :
for App:ova1 of its Statemeat of Ge.Denlly :
AvailIble Tams IDd CoDditicms Pursuant to :
Section 2S2 of the TelflJM1!U'DUDicaDons Act :
of 1996 ad Draft Fi6Da of Petition· for :
lnterLATA EDuy PursuII1t to Section 271 of :
the TeIec:mmmlnications Act"!of 1996 to :
Provide In-Region, InterLATA Services in :
the State ofNew York

----------------------------------- s

Case 97-C.:0271

AFFIDAVIT OF KARIN MAGUIRE QN IRIA'I' or
BILL ATLANTIC - NEW YORK

STATEOFNEWYORK )
) ...

COUNTY OF NEW YORK )
15: ...

Karen Maguire, being duly sworn upon oath, deposes BDd states as follows:

1. My name is Karen MaguiIe. My business address is 375 Pearl Street, 15thFloor, New

York, NY 10038. I 1m the Director ofProject Management - Large CustomerNetworks for Bell

Atlantic. My respcmsibili1ies include the implementaticm ofcollocation in New York State.

2. I received my Bachelor ofScience in Electrical EngiJlMling depee tiom MnJm1m

College and my Masters ofBu.';ness Administraticm depee from the Uuiversity ofPamsylvaDia

1


